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4.1 Common IT Service Lifecycle Processes

SMM 4.1.5 — Service Operation Lifecycle
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SMM 4.1.5.1 — Service Desk Function

SMM 4.1.5.2 — Incident Management (INCM)
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Procedure 6.0 — Investigation and Diagnosis

Procedure 3.0 — Initial Investigation and Diagnosis
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SMM 4.1.5.3 — Event Management (EVTM)
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Event Management Interfaces Diagram

T

Service Asset
Change &

Management Configuration

Management

. Capacity &
Incident ﬁ | ’J | : i
Management Availability
Management
I
N —
Event
- Management
l
Problem [— Service Level
Management | [——————¥ \ Management
/ ’J I
Information P es
Security
Management
Management

Event Management Process

Procedure 1.0 — Event Logging

o o
b
P
i Monitoring
B Indust
G gy / Tools
o] Supplier ]
B Tt . — Change Incident Problem Request
g ntormation Management Management Management Management
B
b J\
b
o
o
; Continual
; Service —
E Improvement
b
3
b
b
o 2.0 3.0
E . Event Analysis Event Closure
Changs Logging
Management

1.5
Update CMDB and
Disaster Recovery

1.1
Event Notification |

1.2
Event Detection |

1.3
Event Logged

14
e, Critical Cls?

A A

2.0
Event
Analysis

T T T T T T T N r S T L LTI O LI

Procedure 2.0 — Event Analysis

Procedure 3.0 — Event Closure

10
Event
Logging +

Informational

21 3
First-Level 3 22
_ Significance? .4

23 24 25
Second Level Further Action % Response
Event Conelation .. Required?

Correlation and  §

Filtering Selection

Exception

Inci /
Problem /
Change i 210
e Request
Action?

27 3
Auto Response  §

Review Actions o

A 4 h 4
Change Problem Incident
Management Management Management
Request
Management
& Fulfiilment

2.0
Event
Analysis

3.1 :
sy o« Update/Complete ;

Event Records

32
Close Event

SMM 4.1.5.4 — Problem Management

Problem Management Interfaces Diagram
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SMM 4.1.5.5 — Request Management (RQFL)

Request Management and Fulfiliment Interfaces
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SMM 4.1.5.6 — Access Management (ACCM)
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